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INTISARI

Penelitian ini berjudul "Analisis Pengaruh Kualitas Layanan Terhadap
Kepuasan Anggota BMT Arrohmah Bandongan Magelang, dimana penelitian ini
bertujuan untuk mengetahui pengaruh variabel Reliability, Assurance, Tangible,
Empathy, Responsiviness terhadap kepuasan anggota. Batasan masalah dititik
beratkan pada anggota BMT Arrohmah bandongan dari tahun 2000~ 2005. Rumusan
masalah untuk mengetahui secara serentak Reliability, Assurance, Tangible, Empathy,
Responsiviness terhadap kepuasan anggota.

Adapun yang menjadi populasi dalam penelitian ini adalah seluruh anggota
yang ada di BMT Arrohmah Bandongan Magelang, sedangkan sampelnya sebanyak
100 anggota. Teknik pengambilan sampel yang digunakan adalah “Accidental
sampling”.

Pada analisa Regresi Linear Berganda dapat disimpulkan bahwa variabel
Reliability (X1), Assurance (X2), Tangible (X3), Empathy (X4), Responsiviness(X5)
mempunyai hubungan positif dan kuat terhadap kepuasan anggota (Y).

Pada analisis Regresi berganda dapat diketahui besarnya koefisien
determinasi, R* = 0.712. Hal ini menunjukkan variabel reliability, assurance,
tangible, empathy, responsiviness mampu menjelaskan variasi kepuasan anggota
BMT Arrohmah Bandongan sebesar 71.2%. Sedangkan sisanya sebesar 28.8%
dijelaskan oleh variabel lain yang tidak dimhasukkan dalam model.

Pada uji t yakni uji parsial dapat disimpulkan bahwa variabel Reliability (X1),
Assurance (X2), Empathy (X4), Responsiviness (X5) mempunyai pengaruh signifikan
terhadap keptiasan anggota (Y) sedangkan variabel Tangible (X3) tidak nempunyai
pengaruh yang signifikan terhadap kepuasan anggota (¥).Hal ini dapat dilihat dari
besarnya t hitung niasing-masing variabel, yakni berturut-turut sebesat : 3.343, 2.454,
0.663, 2.190, 2.106. Dimana apabila dibandingkan dengan t tabel pada tingkat
kesalahan sebesar 0.05, maka masing-masing nilai t hitung > t tabel.

Pada uji F dapat disimpulkan bahwa keiima variabel yang' diteliti, tetnyata
mempunyai pengaruli terltadap variabel kepuasan anggota.Hasil perhitungan tersebut
diperoleh nilal signifikdsi sebesar 0.000 < 0.05, sehingga dapat disimpulkan bahwa
dimensi-dimensi kualitas layanan yang meliputi : reliability, assutance, tangible,

empathy, responsiviness secara bersama-sama berpengaruh secara signifikan terhadap
Lamiacan anrrnta RRAT A renhmosh Randanaan Winatacie loanam hashacil Aidobno



ABSTRACT

This research is titled “ The Analysis of Influence of Service Quality to the
Satisfying of BMT Arrohmah Member, Bandongan, Magelang. Objective of this
research to know the influence of Reliability, Assurance, Tangible, Empathy, and
Responsiveness to the member satisfying. Problem limitation is focused on the BMT
Arrohmah member during 2000 to 2005. Problem formulation to know collectively of
Reliability, Assurance, Tangible, Empathy, and Responsivesness to the member
satisfying.

Population in this research is all BMT Arrohmah members, and the amounts of
samples are 100 members. The method that used in collecting sample data is “Accidental
sampling”.

In the Multiple Linear Regression can be concluded that variables Reliability
(X1), Assurance (X2), Tangible (X3), empathy (X4), Responsxveness (X5) have positive
and strong relationship to the member satisfying (Y). ,

In the Multiple Linear Regression can be known coefficient determination, R* =
0.712. This means that variables reliability, assurance, tangible, empathy, responsiveness
explain member satisfying in 71.2 percents. And the rest 28.8 percents are explained by
other variables exclude the model.

In t-test, that is partial test of each independent variable, can be concluded that
variables Reliability (X1), Assurance (2), Empathy (X4), Responsiveness (X5) have
significant influence to the member satisfying (Y), on the other hand, variable Tangible
(X3) has no significant influence to the member satisfying (Y). This is can be seen from
the amount of t-test each variable, that are in order X1, X2, X3, X4, X5 :3.343 -2.454 -
0.663 — 2.190 —2.106. Whereas, when this compared with t-table on the significant level
0.05, then each t-test less than t-table.

In F-test, it can be concluded that five variables in this research have effect to the
member satisfying. The result of regression is significant 0.000 < 0.05, then can be
concluded that service qualities : reliability, assurance, tangible, empathy, and
responsiveness, collectively have significant influence to the satisfying of BMT
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